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September 16,2004 

Attention: Johnson 
Secretary, Board o f  (202) 452-3819 

U.S.Reserve System
Street and ConstitutionAvenue, N.W. 

Washington,DC 20551 

Re: DocketNo. OP-1209 
Studyon of Disputed Reported to 
ConsumerReportingAgencies 
(FACT Act Section, Notice of Study and Request for 

Johnson: 

Wells Fargo Company and its including Wells Fargo Bank, (ofwhich 
Fargo is now a division) and Wells Fargo (collectively 
to herein as ‘Wells appreciate the opportunity to on the issues that are the 
subject o f  Board’s study and report to Congress regarding the investigation of disputed 
consumer reported to Agencies. Wells Fargo is a 

company that owns and operates, among other a bank 23 
Midwestern states, nation’s leading retail mortgage lender and one of the 

nation’sleadingconsumer companies. 

I. 

A. 

General 

type of entity reportsnegative positive information to a reporting 
agency what type of does not report negative positive information to a 

agency? an does not report informationto a reporting 
agency, not? 

The divisions Fargo report both negative and positive information 
credit reporting Home Mortgage; (2)Card Services; (3) Credit 

Home Equity;(5) Auto FinanceGroup; (6) Private Client and (7) 
EducationFinancial Services. FargoFinancial, an of Wells Fargo

both positive informationto credit reporting agencies. the 
Depositsdivision FargoBank,N.A. also reports to (a 

reportingagency’’) consumer deposit accounts;however, sincethis study 
to focus on disputes concerns information reported to credit bureaus, 

contained in this letterswill focus on these issues 

B. received the furnisher, percentage of the disputes or complaints 
comesthrough a reporting agency? What percentage comes directly from 
consumers? comes other credit repair entities)? 
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Fargo receives all credit bureau disputes either directly a reporting agency or 
directly or the consumer. The respective divisions and of Wells 
receive between percent (71%) and ninety-eightpercent (98%) ofall bureau 
disputes directly credit reporting agencies, between two percent (2%) and 

percent (29%) of disputes are received directly or consumers. 

Do the answers to the questions below vary based on size of entity, type of credit, 
or other Ate there my generalizationsthat can be made based on industry, 
size of types of credit, or characteristics? 

Wells does not believe that the relative of bureau disputes received 
reporting or directly or i s  based on 

industry, size of entity,type ofcredit or other characteristics. 

Disputes Communicated by Consumers to Furnishers 

A. 	Doesthe provide an address for consumers to use if they to dispute 
directly with the If not,why? an address is provided, how is 

consumerinformed about this address? 

Some and of W e b  Fargo N.A. do addresses to consumers who 
want to dispute informationdirectly with Fargo. these the addresses 

ban and account statements. Other divisions of 
N.A. do not provide addressesto consumers loan documents or billing 

In these cases, the service for these divisions and 
typically resolve disputes via telephone. In the event a dispute be resolved 
the customer will an address to customerfor 
correspondence. Withinthe next several months, all of these divisions and of 
Wells FargoBank, plan to begin addresses to consumers who to dispute

directly 

of whether address is provided, what is the process and 
handling disputes and that come consumers? Underwhat 

do furnishers investigate disputes regarding a 
a request of the consumer? 

Fargowill investigate a dispute based on a direct request a consumer, When
receives a dispute directly a consumer, the generalprocess researching and 

resolving the dispute involves a review of the following: (1) consumername, address and social 
(2) consumeraccount (3) account payment (4) account 

notesand collectionnotes; (5) loan documents and (6) deferral, and 
extension history. Wells policy requires such disputes to be resolved within (30) 
days. However, Fargo is able to resolve a very percentage of these disputes
two (2) days. 
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C,	 Is sufficient relevant information provided to the furnisher bythe consumer? Ifnot, what 
relevant information is often missing, and why? If relevant information is lacking, bow does 
the furnisher resolve the dispute? 

Wells Fargo estimates that up to twenty-five percent (25%) ofthe disputes received directly from 
consumers do not contain sufficient relevant information. It is difficult to specify what relevant 
information ismissing in these instances, as this can vary from dispute to dispute. However, in 
these instances consumers generally fail to include sufficient detail as to why theybelieve a 
particular piece ofderogatory information is inaccurate. Ifa consumer does not provide 
su~cientinformation to Wells Fargo to resolve a dispute, then Wells Fargo attempts to contact 
the consumer to obtain the information necessaryto resolve the dispute, 

I).	 What are the consumers’ experiences in resolving a dispute wherethe furnisherprovided an 
address? 

Wells Fargo does not believe that a furnisher’s decision to provide an address to consumers for 
creditbureau disputes has a large impact on the consumer’s experience in resolving the dispute. 
Rather, in most instances, consumers desire a prompt resolutionofa dispute. 

E.	 What are consumers’ experiences in resolving disputes where the furnisher does not provide 
an address? How were the disputes resolved and what entity or person (~g~furnisher, 
consumer reporting agency, credit repair entity, legal representative, etc.) was instrumental in 
resolving the dispute? 

Wells Fargo does not believe that a furnisher’s decision to not provide an address to consumers 
for credit bureau disputes has a large impact on the consumer’s experience inresolving the 
dispute. Indeed, many times a dispute can be resolved more quickly if the consumer contacts the 
furnisherdirectly viatelephone. Again, inmost instances, consumers are most appreciative ofa 
prompt resolution of a dispute. However, despite a prompt resolution, consumers can still feel 
frustrated ifthe fanñsher’s research indicates that the derogatory information is being accurately 
reported to a consumer reporting agency. 

ILL Other Furnisher Duties 

A.	 How does the furnisher ensure that it complies with the applicable statutory requirements 
regarding the accuracy and completeness ofinformation it reports to the consumer reporting 
agency? 

To ensure compliance with FCRA requirements, Wells Fargo maintains written policies and 
procedures that address the credit bureau dispute resolution process. Wells Fargo also conducts 
periodic audits and quality assurance reviews to validate compliance with statutory requirements. 

B.	 What are the furnisher’s procedures and timelines if itfinds the information is not complete 
or accurate? 
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If Wells Fargo determines that information reported to a credit reporting agency is not complete 
and/or accurate, then Wells Fargo updates the incomplete information or corrects the inaccurate 
information within thirty (30) days. 

C.	 What are the furnisher’s procedures and tirnelines for reporting infoirnatioti that has been 
directly disputed bya consumer? 

When Wells Fargo receives a disputedirectly from a consumer, the general process for 
researching and resolving tire dispute involves a review ofthe following: (1) consumername, 
address and social security number; (2) consumer account number, (3) account payment history; 
(4) account servicing notes and collection notes; (5) loan documents and (6) deferral, 
modification and extension history. As a general rule, disputes received directly from a 
consumer are resolved within twenty (20) days. However, a very high percentage ofthese 
disputes are resolved within two (2) business days. 

1).	 What are the furnisher’s procedures and timelines for reportingwhen a delinquencybegan on 
an account thathas been placed for collection, chargedoff, or subjected to similar action? 

With respect to accounts that have been placed for collection or charged off, Wells Fargo’s 
policy is to report the date offirst delinquency as the date ofthe commencement ofthe 
delinquency which immediatelypreceded the collection activity or charge-off transaction. 

B~What are the furnisher’s procedures and tinielines for notifying a consumer reporting agency 
that aconsumer has voluntarily closed a credit account with the furnisher? 

The respective divisions and affiliates ofWells Fargo report voluntary credit account closures to 
consumer reporting agencies at the next reguiarly scheduled reporting period. 

F,	 What are consumers’ experience with communicating with furnishers, with the timing ofthe 
notice ofdispute appearing on the credit report, or any other matter related to having the 
notice ofdisputeplaced on the credit report when disputed information continues to be 
reported but with a notice ofthe dispute? 

Wells Fargo does not have anyinformation onwhich to base an opinion on consumers’ 
exp~erieacesin this situation, However, Wells Fargo believes that, inmost instances, consumers 
are appreciative ofWells Fargo resolving a disputebefore a credit reporting agency has placed a 
notice ofdispute onthe consumer’s credit report. 

0.	 What are consumers’ experiences with furnishers reporting that credit accounts with the 
furnishers have been voluntarily closed? What is the time span between the consumer 
closing the account and information about the closure appearing on tire credit report? 

Wells Fargo does not have any information on which to base an opinion on consumers’ 
experiences in this situation. The respective divisions and affiliates ofWells Fargo report 
voluntary credit account closures to consumer reporting agencies at the next regularly scheduled 
reporting period. Wells Fargo is unable to opine onhow longit maytake a credit reporting 
agency to place this information on a consumefs credit report once it is received from Wells 
Pargo. 
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W. Disputes Communicated by Consumers to Consumer E.eporting Agencies 

A.	 When a consumer reporting agency receives notice ofconsumer disputes and forwards the 
information to the furnisher, how does the consumer reporting agency provide the furnisher 
with the notices and relevant information? What information does the consumer reporting 
agency transmit to the furnisher? Describe any guidelines or procedures, voluntary or 
otherwise, that apply to this process. 

Wells Fargo receives disputes directly from credit reporting agencies through the Electronic On-
Line Solution for Accurate Reporting (“E-Oscar”) system, When a credit reporting agency 
transmits a dispute to Wells Fargo viaB-Oscar, the transmission contains a reason code which 
indicates the nature ofthe dispute. 

B.	 How does a consumer reporting agency ensure that furnishers comply with the requirements 
andtimelines established under the FCRA for disputes communicated to a consumer 
reporting agency? 

Wells Fargo is not a consumer reporting agency. Therefore, Wells Fargo does not have 
su.fflcient kuowledge ofthe consumer reporting agencies’ policies and procedures to respond 
fully to this ~juestion.However, Wells Fargo can coafirm that the B-Oscar system doesprovide 
furnishers with ~remMdernotices” at eight days after the consumer reporting agency transmits a 
dispute to a furnisher through the B-Oscar system. The B-Oscar system generates a second 
remindernotice at twelve days after the consumer reporting agency transmits a dispute to a 
furnisher. 

C.	 What are the furnisher’s procedures and tinielines for investigating the disputes and 
reviewing the infonnation provided? 

When Wells Fargo receives a dispute directly from a credit reporting agency, the general process 
forresearching and resolving the dispute involves a review ofthe following: (1) consumername, 
address and social security number; (2) consumeraccount number; (3) account payment history; 
(4) account servicing notes and collection notes; (5) loan documents and (6) deferral, 
modification and extension history. As a general nile, disputes received directly from a credit 
reporting agencyare resolved within twenty (20) days. However, a very high percentage of 
these disputes are resolved within two (2) business days. 

D.	 Is sufficient relevant information providedto the furnisherbythe consumer through the 
consumer reporting agency? Is all relevant information from a consumer provided tothe 
furnisher through the consumer reporting agency? If not, what relevant information is often 
missing, and why? Ifrelevant infomiation is lacking, how does the furnisher resolve tire 
dispute? 

Credit reporting agencies generally provide sufficient information to resolve a dispute, 
However, the “reason codes” used. bycredit reporting agencies can be vague and broad. 

B.	 Ifthe furnisher finds that the information itreported to the consumer reporting agency was 
incomplete or inaccurate, what steps does the furnisher take? 
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Wells Fargo updates any incomplete infonnation or corrects any inaccurate infommation through 
the B-Oscar system. As a general nile, disputes received directly from a credit reporting agency 
are resolved within twenty (20) days. However, a very high percentage ofthese disputes are 
resolved within two (2) business days. 

F.	 Ifthe furnisher doesnot findthe information reported to the consumer reporting agency to be 
incomplete or inaccurate, what steps does the furnishertake? 

Using the B-Oscar system, Wells Fargo reports to the credit reporting agencies that the disputed 

information is “verified as reported~’. 

V. Recommendation 

A. What, ifany, legislative or regulatory changes do you recommend besides changes made by 
the FACT Act and its implementing rules? How would these recommendations improve the 
system? ‘What benefits or burdens shouldbe considered? 

Wells Fargo does not recommend any further legislative or regulatory changes. Wells Fargo 
believes that the current legal framework adequately addresses legitimate disputes, holds 
furnishers accountable for investigating and correcting inaccuracies and preserves the integrity of 
the credit reporting system. Consumers also have rights and recourse under various other 
statutes (e.g. Fair Credit Billing Act Electronic Fund Transfers Act) to dispute information or 
resolve errors. Wells Fargo believes that any new rules or disclosures under the Fair Credit 
Reporting Actwouldbe more confusing than helpful. 

Thank you for the opportunity to provide comments on these issues. We would be pleased to 
supplement our comments or to discuss any of them with you. Please contact me ifyou have any 
questions. 

Sincerely, 

Michael T. sates 
Senior Counsel 
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